Abstract-The existence of city bus public transportation is very important and desirable to those having no transportation vehicle or incapable of riding their own vehicle. The objective of research was to find out the innovation of service quality in public transportation particularly city bus in Surakarta. The research method was mix method with Exploratory Sequential strategy. The study on the innovation of service quality through partnership was analyzed using qualitative method, while service quality using statistic descriptive by considering five dimensions of quality (Reliability, Accessibility, Comfortable, Assurance and Tangible, totally 14 attributes). Technique of analyzing data used was Importance and Performance. The result of research showed that through partnership in managing city bus, service quality of city bus public transportation had been good, because 6 attributes were in B quadrant, in which there was a high compatibility between user expectation and service performance.
I. INTRODUCTION Public transportation, particularly urban public transportation plays a very important role in catering to urban transportation and facilitating the society to run its activity in all of different locations in urban areas. The existence of urban public transportation is very desirable particularly to those having no private transportation vehicle or incapable of riding their own vehicles.
Regarding this, Nugroho and Octo (20071 confirmed that "Even the most advanced city must need public transportation to meet its society's mobility need. Most urban people in big cities in Indonesia are still dependent on public transportation. It is because of many people with lower-middle economic level unlikely to have vehicle individually Republic of Indonesia's Law Number 22 of 2009 about Traffic and Road Transportation in article 7 (1) mentions that: "the organization of traffic and road transportation in direct service activity to community is conducted by government, local government, enterprise, and/or society". It means that road transportation/public transportation service provisions is the responsibility of government/local government. The availability of comprehensive public transportation will highly affect a city's mobility.
Public transportation problems in big cities, including Yogyakarta, as suggested in Munawar's (2007)2 study, are as follows:
(a) overall inadequate capacity; (b) poor quality and choice; (c) severe traffic jam; (d) seizure of bus stop by street vendor; (e) limited fund for reforming and repairing vehicles; (f) rigid and complexity regulation frame currently, (g) bus sector fragmentation; (h) ineffective legal and administrative structures. And in fact, the comfort and quality of public transportation fleets is low because many vehicles have been rotten and dirty, and many public transportation vehicles are small and low in capacity.
The condition of service quality in city bus public transportation in Surakarta is not far different from that in other big cities. The quality of public transportation (particularly City Bus) in Surakarta degrades over times and less is accessible with disorganized route condition, limited road infrastructure (capacity), and increasingly uncontrolled number of private vehicles (particularly motorcycle). Meanwhile the service performance of city bus, viewed from load factor, cannot reach 100% (only 60-70%), with headway reaching 10 minutes, less feasible bus, so that the users abandon it. The explanation above represents the dull portrait of transportation in cities in general, in which people finally prefer using their own vehicle to utilizing public transport. Such the condition generates state of the art that "public transportation has been public choice to transit".
The efficiency and effectiveness of public service, particularly city buse transportation service, becomes the government's responsibility to improve service quality of public transportation. In this position, government policy is very meaningful. But on the other hand, government still faces problem of limited fund source. It is in this framework that the development is inhibited, including in public service development. Dwiyanto (2008)3 stated: "through governance approach and decentralization movement, the government is defined not only as an institution but also as governing process implemented in partnership between governmental, semigovernmental and non-governmental institutions such as NGO and private institutions running in balanced and multidirectional manner". Firstly, the involvement of private can be an alternative organization of public service. Public service has very broad scope and is unlikely to be organized by government alone because it also faces limited budget. For that reason, the private involvement is a certainty to cope with government's limitation.
Secondly, the involvement of private can results in the more varying public service responsive to the society's need. The private is usually more responsive and more sensitive to the quality the society needs.
Thirdly, the involvement of private is important to encourage the improvement of competition in bureaucratic service performance.
Meanwhile, the study on partnership in transportation has been conducted, among others, by Decoria, Patrict (2005) Thus, it can be said that partnership in improving the service quality of transportation makes the service scope broader, more responsive, and encourages the improvement of service quality.
Meanwhile, the definition of transportation, according to Miro (2005) 14, is "an activity of displacing, moving, carrying or transferring an object, either human being or good from one place to another". Meanwhile, according to Salim (2008) 15 , transportation is "an activity of moving good (luggage) and passenger from one place to another". In transportation, there are two important elements: (1) movement, and (2) physically, changing passenger's or good's place into another one.
To ensure the organization of transportation service, A Communication Minister's Regulation Number 49 of 2005 is developed about National Transportation System (SISTRANAS). The goal and objective of its development is "to make Sistranas document a guideline to transportation regulation and development, in order to achieve an effective and efficient national transportation.
Regarding service quality, some scholars such as Crosby This study measures service quality using SERVQUAL method developed by Parasuraman, Zeithaml, and Barry, (1997)18. The model builds on the comparison of two main factors: customers' perception on the actual service they receive (perceived service) and the service they want or expected (expected service). It can be said that service quality can be seen from five (5) Regarding transportation service, TRB (1999) mentioned that there are some service quality aspects in public transportation: reliability, responsiveness, competency, access, decorum, communication, credibility, security, understanding and tangible, public transport availability, overseeing, stakeholders, travelling time, safety, security, treatment, infrastructure, economic, and capacity.
In this study, to measure the service quality of city bus public transportation, five (5) dimensions were used: 1) reliability including: (a) timeliness, (b) speed, and (c) waiting time attributes; 2) accessibility encompassing: (a) accessibility, (b) affordable tariff, and (c) accessibility to difable (those with different ability); 3) tangible encompassing: fleet number, fleet condition, bus stop number; 4) comfortable including comfort inside bus, not crowded, AC availability, no street musician, and 5) assurance including feeling of secure with the way the driver drives, and no pickpocket. Bengawan Solo Trans along with Surakarta City Government provides its transportation fleet through Contract. In this model, the government establishes public policy, while private company serves as service provider (producer), and community serves as consumer that should pay for the public service. The availability of new fleet and service management is expected to improve service quality of public transportation.
To find out the improvement/condition of service quality due to the innovation in the attempt of improving service quality through partnership, an analysis on service quality was conducted with Importance and Performance Analysis and Cartesian chart in five dimensions (Reliability, accessibility, conformable, assurance dan Tangible including 14 indicators), and the analysis found that there are 6 indicators on quadrant B: timeliness, accessibility to difable, short waiting time, accessibility, fleet number, seating capacity, and AC availability). It means that the 6 indicators are in high customer expectation position and the service quality perform given is high and its service performance should be maintained because it is highly expected by the customers.
IV. CONCLUSION
Considering the data analysis, it can be concluded that innovation the Surakarta city government has implemented through partnership between Dishubkominfo (Transportation, Communication and Information Service) and PT. Bengawan Solo Trans with contract model can improve the service quality of public transportation, as indicated with 6 (six) indicators of service quality existing in quadrant B, in which this B quadrant is the position where the customer expectation is high and service performance is high as well, meaning that service quality of public transportation in Surakarta City has been good.
